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8) Course Code 008 - Speech Writing (3 days)

12) Course Code 012 – Media Relations (3 days)

This programme is designed to equip participants with the
appropriate skills and techniques for drafting and delivering
successful speeches. Managers are often called upon to
formally speak to an audience as part of their duties. They
may be required to brief management or visitors on an
on-going project, or defend a project that they are
proposing for the organization; talk to a group of
newly-recruited personnel on what is expected of them, or
give an after-dinner speech, etc. All these situations call for
certain speciﬁc skills and techniques on the part of the
speaker in order to achieve his or her speaking objectives.

The goal is to equip participants with media relations skills
that would enable them to facilitate and support their
organisational public relations and Marketing strategies
through the mass media. The programme will help
participants to be able to maximise positive publicity and
media support and be exposed to real aspects of dealing
with the media and creating opportunities for news
coverage.

9) Course Code 009 - Report writing (3 days)
Report Writing Skills are regarded as the technical arm in
the delivery process. The work includes the following;
Preparation, organization and implementation of an
‘Eﬀective Report Writing’. The training course will include a
minimum of the following topics which are mandatory: The Audience of the report, Kinds, Types of reports, Report
Formats Content of each section of a report Style and
readability of reports. Checklist of reports and various
practical sections on report writing.

393 1722
MOBILE: +267 7175 0179
+27 786 417 350
E-MAIL: crystalacademy@rocketmail.com
WEBSITE: www.crystalacademybotswana.com

14) Course Code 014 - Motivational Skills (2 days)
This programme helps to develop a positive self esteem
(self awareness, self image and self concept); it also provides
basic motivational skills (public image and private self.
Implementing personal motivational techniques).

10) Course Code 010 - Planning & Managing Special Events (3 days)
Successful promotion and event management requires
highly developed, multi-tasking skills and clever planning.
The programme is intended to develop attributes on how
events such as festivals, sporting events, business
breakfasts, shows and exhibitions and conferences are
eﬀectively pulled together. The training will help
participants to initiate and organise events that produce
top results. Learn how to maximise the impact of your event
and successfully obtain the media coverage you need.

BBC World Business News Presenter, Tanya Beckett (right)
presenting a pretigious International Business Award to
Crystal Academy in Istanbul- Turkey

Proﬁle of Crystal Academy of Management

11) Course Code 011 - Public Relations and Public Communication

(2 weeks)
This programme oﬀers you to cover almost all the above
modules in two (2) weeks. In today’s fast paced and ever
changing world as well as communications technology
increases, speed of access of information, management of
information ﬂows and the perceptions of an organisation
are business essentials since they form part of reputation
and image of a company. If organisations are not prepared
or at least ill prepared to handle public relations and
corporate communication, the unpreparedness can lead to
many negative and undesirable results for you, your
employee, your clients and customers, your company and
business. This programme is therefore intended for public
relations managers, communication specialists and
marketing oﬃcers with minimum qualiﬁcation of junior
degree.

Goodwill has a BSc from the University of Sunderland, an MA in Public
Communication and Relations from the University of Westminster – UK
Goodwill is currently undertaking PhD research studies in Public
Engagement with the University of Pretoria (South Africa).
Goodwill is a senior member of International Public Relations Association
(IPRA) he is a capacity building facilitator and consultant specialising in
public communication and public relations. He has held various

Why Crystal Academy?

and Senior Consultant – Communications (IDM). He also supervises
Associate Consultants.

Crystal Academy of Management
ment (CAM) is a training and
development capacity building
ng organisation specialising in
communication,
customer
care
and
reputation
management. CAM is a member of the International Public
Relations Association, it is Botswana Qualiﬁcation Authority
(BQA) Accredited and proudly received a prestigious
International Business Stevie Award which was received in
Istanbul – Turkey.

Tel/Fax: +267 3931722 Cell: +267 71750179
P O Box 501410 Gaborone, Botswana
email: crystalacademy@rocketmail.com
www.crystalacademybotswana.com

Registered and Established in 2008

Crystal Academy enjoys a pool of highly-experienced,
highly-experience
who will ensure that quality
qual
standards are maintained in line with
h national
tional and
a
international standards. We are uniquely positioned to
undertake every training and consultancy for two (2) signify
cant reasons:

1. Our core business is Customer Service, Communication and Public
Relations: Our previous provision of capacity building training and
consultancy services clientele include amongst many; Debswana
Pension Fund, Statistics Botswana, Gabz FM, Botswana National
Sports Association, National Development Bank, Botswana Post,
Institute of Health Science, The Land Tribunal, Tati Land Board,
Rolong Land Board, Ministry of Health, Ministry of Education and
Skills Development and various public service departments.

A PR AND CUSTOMER SERVICE CAPACITY BUILDING & CONSULTANCY FIRM
PUBLIC CALENDAR SCHEDULE
COURSE

2. Value for Money: Our in-house approach offers training tailored to
client’s specific needs by choosing preferred date and location. This
save on staff travel, time and accommodation costs and maximise
the impact of training by putting an entire team through the same
programme

Consultancy Services

We have experts with rich experience to conduct research and
surveys in customer satisfaction, develop communication strategies,
service charters and standards and conduct impact as well as
perception assessments. We have also provided some reputable
organisations with editing and mystery shopping services.

DATE

VENUE

Public Relations (suitable for front desk and admin assistants)

4 - 6 July 2016

Palapye

Customer Service Management (for middle management)

11 - 14 July 2016

Gaborone

The Art of Public Speaking (for public relations and

18 - 20 July 2016

Francistown

Public Relations for Executive Secretaries (for CEO &
Director’s personal assistants)

9 - 12 August 2016

Kasane

Customer Care (to enhance levels of service and

22 - 25 August 2016

Gaborone

Meetings and Minute Taking

29 – 31 August 2016

Gaborone

Event Management (learn how to maximise the impact of your
event & successfully obtain the media coverage you need)

7 – 9 September 2016

Gaborone

Personal Branding

19 – 20 September 2016

Report Writing

2 - 3 November 2016

Francistown
Gaborone

Our Major Successful Project
2) Course Code 002 - Customer Care ( 5 days)
Suitable for messengers, drivers, cleaners, grounds
men/women and general assistants. Participants will learn
how to conduct themselves professionally in business, by
improving their communication skills hence improving
levels of their service and effective interactions.

Project
Customer Care and Public Relations Training and Impact Assessment Report

Client
Ministry of Health
Government Enclave
Plot No. 54609
Private Bag 0038
Gaborone

Project Team Leader
Crystal Academy designed a Public Relations and Customer Care
Training Programme that catered for Doctors, Nurses, administration
staff and others (Approximately 900 were trained). An impact
assessment was conducted at the end of training.

Description
Training the Ministry of Health personnel on public relations and customer care. The fundamental
objective was to equip a cross section of Ministry of Health staff members including health
professionals, lectures and administration staff with the knowledge, techniques and skills in
Customer service Management which in turn was hoped to enhance the reputation of the Public
Health Sector both internally and externally for successful job performance and achievement of
organisational results demanded of them.

3) Course Code 003 - Telephone Etiquette (3 days)
The goal is to develop a winning strategy in voice control
techniques to sound more professional and the best way to
answer the telephone. The programme also helps to avoid
using inappropriate words and slang when speaking to
business people, enhancing your company’s top class
image. Hence the programme is suitable for switchboard
operators, front desk staff and receptionists.

Our Training Team Composition
The intervention requires a particular blend of skills, which
combines technical expertise, significant experience in
human relations, public relations and in depth
understanding of various concepts and operation systems
and Training.
Every team member has vast
practical experience in
performance management
systems, development and
implementation of strategic
plans and employee/labour
relations. Similar projects have
been done by team members in
Southern Africa.

The Team leader has
extensive experience of
strategic management
and the design of
reward systems
strategically aligned to
the client’s needs.

OUR CLIENT
We recognise that no “one
size fits all”. Our approach will
be tailored to meet specific
unique circumstances of our
client whilst maintaining
international quality standards.
We adapt our methodology to
each client’s needs.

We are committed in ensuring
that our training is sustainable
for our client. It work closely
with the Reference Group
throughout the training
project by making use of
internal resource persons.

4) Course Code 004 - Performance Management and Balanced

Scorecard (5 days)

Public Relations for Executive Secretaries training participant at
Mowana Lodge in Kasane

Crystal Academy of Management
Programmes Rationale and Target
Audience
1) Course Code 001 - Customer Service Management (5 days)
Suitable for middle management staff (including
communication officers, sales professionals, public relations
personnel and senior management staff) who seek to
improve customer satisfaction and loyalty within their
organisations. The programme will enable participants to
develop consistent standard of customer service excellence
that reflects the organisational brand.

The Balanced Scorecard (BSC) is part of Performance
Management System. It is essential for organisations to
adopt skills and instrument that would enable them to
translate their strategic intentions into measurable targets,
mobilise change, make strategy everyone’s responsibility
through measurable critical success factors and improve
both behaviour and performance.
This programme therefore is suitable for middle and top
managers who seek to improve internal and external drivers
of sustainable excellence and breakthrough performance of
their organisations.
5) Course Code 005 - The Art of Public Speaking (3 - 4 days)
The goal is to develop the Art and Skill of Communication
with confidence and the ability to create a specific message
based on the information you want your audience to take

away with them. Hence the programme is suitable for
public relations officers, marketing officers, public
administration staff and community health officers with a
minimum qualification of a junior degree.
6) Course Code 006 - Communication and Interpersonal Skills (4 - 5

days)

Interpersonal Communication Skills become a major
component in effective delivery of service.
If an
organisation does not have good communication and
interactive skills, it is likely to lose its customers and
business. It is therefore necessary for organisations to create
and sustain a competitive advantage through the way it
communicates internally and externally with its customers
and stakeholders.
This programme is suitable to equip team members with
the communication skills to neutralise energy draining
conflicts hence saving time and money with effective
giving and receiving feedback to empower and support
innovative thinking It is intended to enable them to
develop attributes that would equip them with effective
communication and interpersonal skills as a yardstick
towards developing a consistent standard of customer
service excellence that reflects the organisational brand.
7) Course Code 007 - Meetings and Minute taking (3 days)
This programme is suitable for middle management stuff
(including, communication officers, sales professionals,
public relations personnel) who seek to improve the quality
and effectiveness of planning, conducting and writing
minutes. It covers topics such as key to successful meetings,
protecting the confidentiality of closed (in cameras)
meetings, and establishing minutes standards hence forges
a positive relationship between the minute taker and a chair
of the meeting.

